
PC Refresh Frequently 
Asked Questions 

 
Author:  G. DeBrun 

Orig effective date: 10/01/07 
Last Review date: 01/18/08 
Next Review date:  TBD 
Issue date: 10/01/07 

 

 
 

 
 
 
 
 

 
 

 

 

PC Refresh  
Frequently Asked Questions 

 



PC Refresh Frequently 
Asked Questions 

 
Author:  G. DeBrun 

Orig effective date: 10/01/07 
Last Review date: 01/18/08 
Next Review date:  TBD 
Issue date: 10/01/07 

 

 
Page 2                                                                                                                                               Revision 3.1 

Table of Contents 
This document describes the frequently asked questions for the PC Refresh and PC/Laptop Services. 
 

INTRODUCTION TO PC REFRESH ..................................................................................................................................... 3 
INTRODUCTION TO PC/LAPTOP SERVICE CATALOG..................................................................................................... 3 
FREQUENTLY ASKED QUESTIONS OF PC REFRESH AND THE PC/LAPTOP SERVICES ...................................................... 3 

GENERAL QUESTIONS .............................................................................................................................................................. 3 
What are the PC/Laptop Services offered via the BCCS IT catalog? .................................................................3 
What is PC Refresh (formerly PC Lease)?.................................................................................................................3 
If I need to replace a computer for a current employee, what is the process?................................................3 
What if a new employee arrives and needs an MSEA license and desktop?....................................................4 
What are the charges associated with the PC and Laptop Services? ...............................................................4 
How will my new bill look? .........................................................................................................................................4 
How will the census number be affected when requesting computers via PC Refresh? .................................4 
Will charges for End User Support and LAN be rolled into the PC Refresh charge for a PC or laptop?..........4 
Will I still be able to BUY a PC or Laptop?................................................................................................................5 
I'm in a group that is underfunded. How can I afford to participate in the PC refresh (Hardware) 
program?.....................................................................................................................................................................5 
How do I order a PC or Laptop that isn't part of a standard configuration? .....................................................5 
Will there still be "surplus" PCs available for those who can't afford new PCs? ..................................................5 
At the end of the 3-4 year life of the hardware, will I have the option to purchase the PC? ..........................5 
How can we identify and break out the monthly charge by business unit? ......................................................5 
By using an ESR to order PCs, how is the funding approved and secured for these orders?...........................5 
Who is responsible for inventorying the equipment?.............................................................................................5 
Should consolidated agencies also affix their property tags on the equipment and track it as well?...........6 
Will there be a yearly physical reconciliation of the PC Refresh equipment and who conducts the 
reconciliation? ............................................................................................................................................................6 

HARDWARE SPECIFIC QUESTIONS.............................................................................................................................................. 6 
What are the hardware configurations listed in the Service Catalog?...............................................................6 
What if I wish to order a different hardware configuration than what’s listed in the Service Catalog? .........6 
At the end of the PC’s Lifecycle, what happens to the extra components I purchased and installed into 
the computer?............................................................................................................................................................6 
We already have new PCs we purchased recently, but need flat panel monitors.  Can we buy these?.....6 

SOFTWARE SPECIFIC QUESTIONS ............................................................................................................................................... 6 
Will Office 2007 be installed on the new PCs and Laptops?.................................................................................6 
When are we upgrading to Windows Vista? ..........................................................................................................6 
Can we install other software on PC Refresh PCs or laptops?..............................................................................7 

SECURITY & SUPPORT QUESTIONS.............................................................................................................................................. 7 
When I order a new computer or laptop, how long will it take before it is installed? .......................................7 
What happens if I damage my laptop or PC? .......................................................................................................7 
What happens if my laptop or PC is stolen? ...........................................................................................................7 
At the end of life of a PC, will there be an additional charge to have the PC wiped? ...................................7 



PC Refresh Frequently 
Asked Questions 

 
Author:  G. DeBrun 

Orig effective date: 10/01/07 
Last Review date: 01/18/08 
Next Review date:  TBD 
Issue date: 10/01/07 

 

 
Page 3                                                                                                                                               Revision 3.1 

Introduction to PC Refresh 
PC refresh was conceived as part of the rationalization initiative that brought together the IT departments of 12 
consolidated agencies. This included the consolidation of both staff and resources with the goal of running the State's IT 
functions more efficiently. 
 
The primary purpose of the PC refresh program is to standardize the desktops and laptops of all of the agencies and to 
refresh PCs on a 3-4 year cycle. The advantages of this are many. The decreased operating costs will come from a 
standard set of tools for the help desk, leveraging skill sets of staff and the standardization of configurations. Replacing 
the PCs every 3-4 years will ensure that agency staff has the best equipment to be able to fulfill their job duties. For the 
End User Computing staff, the 3-4 year interval will reduce repair costs since the PCs will remain under manufacturer’s 
warranty.  The standard monthly service rates for the PCs and laptops will also ensure that costs remain stable and 
predictable year to year.  

Introduction to PC/Laptop Service Catalog 
The Bureau of Communication and Computer Services (BCCS) Shared Services Information Technology (IT) Catalog is 
a vehicle for all state agencies, boards, commissions, universities, offices of the Illinois House and Senate, and 
Constitutional Officers (collectively referred to as "agencies") to obtain information regarding standard technology 
products and services, including the PC and Laptop services. 
 
It is important to understand that the Service Catalog will continually evolve and change over time. You can expect to 
see some of the services and their attributes, (options, cost, service level, metrics, etc. . .) more fully defined than others 
within a given version of the catalog. BCCS will communicate planned changes to the Service Catalog identifying new 
or revised services and their respective attributes. 

Frequently Asked Questions of PC Refresh and the PC/Laptop 
Services 

General Questions 

What are the PC/Laptop Services offered via the BCCS IT catalog? 
The PC and laptop services offered through the BCCS IT catalog support the lifecycle of all PC and laptop computers.  
The service is comprised of three main areas: Hardware Service (PC Refresh), Software Service (MSEA) and Security 
and Support Service (End User Support). The configuration, installation, net connectivity, maintenance, troubleshooting, 
break/fix and upgrades are also included.  For more information on what’s included in each of these services, visit 
http://bccs.illinois.gov/ITCatalog/ 
 
The Hewlett-Packard and CDS websites are no longer valid for Consolidated agencies to order from, only the Non-
Consolidated agencies are authorized to utilize these websites to procure PCs and laptops.  The Consolidated agencies 
are to use the BCCS IT catalog (URL listed above).   Any model changes will be updated in the BCCS Service Catalog. 

What is PC Refresh (formerly PC Lease)? 
A sub-category of the Hardware Service, the purpose of the BCCS PC Refresh program is to standardize the desktops 
and laptops of all of the agencies and to refresh desktops on a regular 3-4 year cycle. 

If I need to replace a computer for a current employee, what is the process? 
For current employees, replacing a computer is as simple as completing an Enterprise Service Request (ESR) and the 
new ESR Computer addendum.  A representative from End User Computing (EUC) will coordinate the installation of the 
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new computer.  Upon installation of the new computer, you will receive an additional monthly charge for the new 
computer ordered via PC Refresh. 

What if a new employee arrives and needs an MSEA license and desktop?   
The ESR is to be used when new employees are hired.  To request a desktop and MSEA license, agencies should also 
submit the ESR Computer addendum. 
 

What are the charges associated with the PC and Laptop Services? 
The PC and laptop services provide a total solution for offering hardware, software and support for PCs and laptops.  
The charges associated with this service include: 

• End User Support (EUC) – includes Move, Add, Change requests, Break/Fix and Technical Support 
Asset management support; Data/hardware disposal assistance, Patch Management updates. 

• Local Area Network (LAN) – includes net connectivity, Network Printing, Internet Security, Content Filtering, User ID 
Administration, Centralized file/data storage with backup and recovery protection. 

• Software & Licenses – Microsoft Enterprise License Agreement,(MSEA) Basic, Standard or Professional, Anti Virus 
Software, Windows OS, Windows Server Client License, Exchange Server License. 

• Hardware (PC Refresh) – applies to new PCs and laptops requested via the PC Refresh process, including monitors and 
other hardware add-ons. 

To view the current information on what’s included in each of these services, please visit the BCCS Shared Services IT Catalog 
web pages at:  http://bccs.illinois.gov/ITCatalog/  Specific questions related to the actual cost of the above services should be 
directed to CMS/BCCS Business Services. 

How will my new bill look? 
The look of the agency bills will remain the same.  Specifically, the PC Refresh charge for the hardware service will be a 
one-line charge on the Data Center billing.  MSEA licenses will appear as a separate charge for each type of license.  
This billing detail will be available on a SharePoint site rather than being sent with the invoices.  Any specific questions 
on your billing should be directed to CMS/BCCS Business Services.  The charges will be monthly charges and will be 
billed monthly. 

How will the census number be affected when requesting computers via PC Refresh? 
Based on the agreed upon census PC/laptop counts and MSEA counts, the appropriate PC service charges (EUC, 
LAN, MSEA) charges will apply.   Newly requested PC and Laptop services will result in a hardware charge.  As agency 
owned computers are replaced by a PC Refresh computer, your census numbers should reduce accordingly. 

Will charges for End User Support and LAN be rolled into the PC Refresh charge for a 
PC or laptop? 
The End User Support and LAN charges are applicable for consolidated agency owned computers, as well as, 
computers requested via PC Refresh.  You will see an additional monthly charge for the PC Refresh computer on your 
monthly CMS bill. 
 
In addition to hardware and software charges that will appear on your monthly bill, the imaging and wiping fees are also 
included in the PC Refresh monthly charge.  Any optional hardware and software purchases will be a one-time only 
pass-through charge and will appear on the first month’s billing for the installed equipment.  The detail will be included 
in that month’s billing detail. 
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Will I still be able to BUY a PC or Laptop?  
No.  Agencies with a need to purchase PCs or laptops due to limitations imposed by federal funding, will submit an ESR 
stating that federal funding will be utilized.  In that instance, the PC/Laptop charges will be billed up front rather than on 
a monthly basis.   

I'm in a group that is underfunded. How can I afford to participate in the PC refresh 
(Hardware) program? 
Unfortunately, this is not a new or uncommon problem for many areas.  In the past, the problem of funding was 
exacerbated by the need to cover the full acquisition cost in one FY; the new program should actually help these 
problems by spreading the acquisition cost over a several year period and by providing a predictable monthly rate.      

How do I order a PC or Laptop that isn't part of a standard configuration? 
Any non-standard PC/laptop configurations will require the approval of the CTO (Kevin Rademacher) along with the 
appropriate justifications.   A special configuration will need to be created and a special order will be sent to the vendor.   
You should be aware that any non-standard configurations will take longer to procure/install and will result in an 
additional charge.  We strongly encourage you to stay with standard configuration whenever possible. 

Will there still be "surplus" PCs available for those who can't afford new PCs? 
Over time (approx 3 yrs), the availability of surplus PCs will diminish as the PC Refresh is utilized to replace legacy 
desktop and laptops.  However, in the event an available legacy PC is deployed, the standard service charge (less 
hardware cost) would still apply for that unit.  

At the end of the 3-4 year life of the hardware, will I have the option to purchase the 
PC? 
No.  

How can we identify and break out the monthly charge by business unit? 
For example, if your agency has installed 100 computers which were ordered via PC Refresh at various intervals, each 
month a detail file containing tag#, an installation date, the agency, the SSRF billing AU, an agency budget code (that is 
provided by the agency on the ESR addendums), a cat code, the category, and a name, will be put on a shared web 
site for agencies to use to verify that their billings are correct.  On the invoice, the agency will see a one line code for PC 
Refresh and the summary charge from the detail file. If the agency needs some type of detail to break the charges down 
by business unit, that info or coding should be placed in the agency budget code field on the ESR addendums. 

By using an ESR to order PCs, how is the funding approved and secured for these 
orders? 
Identified agency IT Coordinators have spending authority and therefore are the only individuals permitted to submit 
ESRs to request PCs. 

Who is responsible for inventorying the equipment? 
CMS will inventory and tag the equipment with a property tag identifying it as a component of the PC Refresh program 
and track the item in Remedy.  An ESR is required for any equipment move to ensure asset records are updated 
accordingly in Remedy.  
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Should consolidated agencies also affix their property tags on the equipment and 
track it as well? 
The consolidated agencies should not affix their own property tags on PC Refresh equipment.  If agencies desire they 
should track this equipment in a separate spreadsheet or similar application, but not their official inventory system.  

Will there be a yearly physical reconciliation of the PC Refresh equipment and who 
conducts the reconciliation? 
Yes.  CMS is developing the process for PC Refresh reconciliation and will provide details once the method has been 
established. 
 

Hardware Specific Questions 

What are the hardware configurations listed in the Service Catalog? 
The Service Catalog provides two configurations (standard and professional) for both PCs and laptops.  Since hardware 
configurations are subject to change, please visit http://bccs.illinois.gov/ITCatalog/ to view the current configurations. 

What if I wish to order a different hardware configuration than what’s listed in the 
Service Catalog? 
Ordering different hardware configurations, extra RAM, hard drive, video cards, etc., will be covered with a one-time 
charge to the customer to cover the total of the additional components; after which the standard monthly service charge 
will apply.  

At the end of the PC’s Lifecycle, what happens to the extra components I purchased 
and installed into the computer? 
Generally, they will stay with the computer and will be surplussed at the end of the lifecycle.     

We already have new PCs we purchased recently, but need flat panel monitors.  Can 
we buy these? 
If you need only monitors for new PCs you already own, or need new PCs for recently purchased monitors, you will 
need to request those components thru the PC Refresh program.  You will be charged monthly for new components 
received and installed via PC Refresh. 
 

Software Specific Questions 

Will Office 2007 be installed on the new PCs and Laptops? 
As of October 2007, all new PC and laptops will be installed with, at your request, MS Office 2003 Basic, Standard or 
Professional.  Office 2007 is currently being tested with a projected availability of late 2008. 

When are we upgrading to Windows Vista? 
As of October 2007, End User Computing is evaluating Windows Vista Business Edition. Since we are focusing on 
standardizing the desktop environment, Windows XP is the current operating system.  Windows Vista availability will be 
addressed in the long term roadmap. 
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Can we install other software on PC Refresh PCs or laptops? 
The End User Computing group will assist you with the installation of all valid licensed software.  Please submit an ESR 
to the Service Desk. 
 

Security & Support Questions 

When I order a new computer or laptop, how long will it take before it is installed? 
Accuracy of ESR submissions; number of outstanding requests; number of devices requested; standard vs. non-
standard configuration requests; deployment capacities and warehouse space are some of the variables which affect 
turnaround times.  We will evaluate and respond with an estimated completion date for every request within 5 business 
days of receiving the request. 

What happens if I damage my laptop or PC? 
If the laptop or PC is damaged, please contact the Service Desk immediately.  You will be given instructions on the best 
solution at that time. 

What happens if my laptop or PC is stolen? 
If the laptop or PC is stolen, please contact the Service Desk immediately and file a police report.   An ESR request will 
need to be submitted to obtain a replacement and your agency will receive a onetime charge for the remaining value of 
the equipment. 

At the end of life of a PC, will there be an additional charge to have the PC wiped? 
Wiping is a service provided by CMS for all PC Refresh PCs and laptops.  If the PC or laptop must be wiped, recycled 
and/or surplussed, it is CMS' responsibility to provide this service. 
 


